It is unrealistic to believe that employees will authentically feel positive emotions all the time in the workplace. Those moments of dissonance when genuine feelings do not match the organization's emotional display rules require employees to take steps to manage their emotional responses (Diefendorff and Richard 2003) . Surface acting is an external regulation strategy in which the underlying emotion is still present, but the external expression of emotion matches the organization's display rules (Grandey 2000) . With deep acting, employees make a cognitive effort to reframe or reinterpret the situation to change their underlying emotion so that it matches the display rules, thus enabling a more appropriate emotional response (Grandey 2000) .
Previous research has shown that library employees perform emotional labor in their work.
Academic librarians in two studies have reported experiencing emotional dissonance between feelings of boredom, frustration, fear, or failure in their work and a perceived display rule to express positive emotions (Julien and Genuis 2009; Shuler and Morgan 2013) . Miriam L. Matteson and Shelly S. Miller (2013) investigated emotional labor across a broad spectrum of professional librarians, finding, first, that librarians reported an awareness of display rules that require the expression of positive emotions and the suppression of negative emotions at work and, second, that to do so, they regulated their emotions with both surface acting and deep acting. In order to better understand emotional labor, it is important to uncover the specific character of what emotional labor looks and feels like in the library workplace. For example, little is known about the types of events that create emotional labor situations, the discrete feelings that result from those events, the behavior choices librarians enact when emotional labor is required, and the individual outcomes that occur when emotional labor is performed. Such somewhat invisible but extremely effortful work-ubiquitous in librarieshas implications for staffing, training, and supervision; therefore, it is important to explore stories from the library workplace to reveal how emotional labor is carried out. Understanding how emotional effort works not only can help librarians manage it better but can help library managers develop systems and strategies to minimize the negative effects of emotional labor.
This study contributes to a deeper understanding of emotional labor by collecting stories from librarians about their experiences with it. The findings bring to light some important themes about emotion work and lead to some suggestions to improve that side of library work.
Literature Review
The studies mentioned earlier represent the bulk of the work on emotional labor in librarianship. However, a significant amount of research exists in the fields of industrial and organizational psychology, management, and, to a lesser extent, organizational communication.
The primary thrust of the nearly 3 decades of research on emotional labor in those fields has focused on the effects of emotional labor on individual employees (Brotheridge and Grandey 2002; Grandey 2003) ; a secondary area of interest has been the study of how individuals' personality traits and attitudes may affect how they perform emotional labor (Bono and Vey 2007; Judge, Woolf, and Hurst 2009; Buckner and Mahoney 2012; Hsieh, Yang, and Fu 2012) . Research has also sought to identify factors that interact with the elements of emotional labor (display rule perception and surface and deep acting) to strengthen or weaken the emotional labor effects, such as perceived organizational support (Duke et al. 2009 ), selfmonitoring (Scott, Barnes, and Wagner 2012) , customer orientation (Allen et al. 2010) , or personal control (Grandey, Fisk, and Steiner 2005) . A still smaller amount of research has looked at the effects of employees' emotional labor on the customer (Groth, Thurau, and Walsh 2009; Little et al. 2013) .
Of these numerous studies, most compelling to librarians may be the research findings that report the outcomes associated with emotional labor. These outcomes are characterized as (1) individual well-being outcomes such as emotional exhaustion, (2) job well-being outcomes such as job satisfaction, and (3) performance outcomes such as task performance or customer satisfaction. A recent meta-analysis of 105 research samples provides a concise summary of the effects of emotional labor on employees (Hülsheger and Schewe 2011) . Surface acting and emotion-rule dissonance (the internal incongruence between felt emotions and organizationally required emotions, resulting in a sense of tension) were associated with individual well-being constructs that included emotional exhaustion, depersonalization, psychological strain, and psychosomatic complaints; they were negatively associated with the job well-being constructs of job satisfaction and organizational attachment (Hülsheger and Schewe 2011) .
The results for deep acting, in contrast, were so weak as to be not generalizable for emotional exhaustion, depersonalization, or psychological strain and were only weakly associated with psychosomatic complaints. Deep acting was more strongly associated with performancebased outcomes, including emotional performance and customer satisfaction, but there was no relationship with task performance (Hülsheger and Schewe 2011) .
Put another way, a consistent finding across the emotional labor literature is that surface acting is associated with lower performance and negative individual well-being outcomes.
Although to employees it may seem like a good instinct to try to fake their emotions in difficult interactions, such acting comes at a cost-to both the individual and the organization.
The findings for deep acting are a little more complicated. In general, deep acting is only weakly and not significantly associated with negative individual outcomes, but it is positively associated with the performance outcomes of emotional performance and customer satisfaction. This suggests that the cognitive effort required of deep acting does put some strain on employees, but the effectiveness of that effort still leads to positive performance outcomes, making it a better course of action for employees to follow.
Research Design
A mix of qualitative and quantitative methods were used to explore the following questions:
(1) How do librarians perform emotional labor in real work situations? (2) What outcomes do they experience in performing emotional labor? (3) What reflections can they offer about the experience? The study was designed using experience sampling method (ESM), a research
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• method first introduced in the 1970s that was created to capture events, moods, behaviors, or emotions from individuals' everyday lives (Hormuth 1986; Hektner, Schmidt, and Csikszentmihalyi 2007) . In this method, participants complete short data collection instruments when triggered by a signal or a specific event or based on a predetermined interval, depending on the research design (Wheeler and Reis 1991) .
A strength of ESM is its ecological validity; the phenomenon being captured is within the "natural or customary habitat of an individual" (Hormuth 1986, 264) . The method is also useful for collecting data about individuals' interactions in specific situations in the moment or near to the moment that the interaction occurs, thus minimizing the chance of inaccurate recollection as time elapses. Current technology enables participants to easily record their responses in a digital format, with nearly immediate transfer of the data to the researchers, making ESM a useful way to study everyday work events. Previous researchers have used ESM to study emotional labor and emotion experiences in organizations Judge et al. 2009) Although a significant amount of research using ESM applies quantitative data analysis techniques to study within-person variability over time and aggregated, cross-level analyses, ESM is equally useful to qualitative researchers as a method to capture individuals' own expressions of their thoughts, behaviors, feelings, and reflections about specific events (Hektner et al. 2007) . It is also useful in mixed-method studies. The combination of unstructured and structured data permits consistent treatment of the constructs of interest while still allowing for free expression from participants in their own words. Although combining methods prohibits statistical analysis due to the small sample size, broader interpretations based on the set of individual data can be made.
Data Collection

Recruitment and Training
Participants were recruited through announcements sent to several library-related listservs with subscribers located primarily in Ohio. Participants were required to be over age 18, hold an MLIS degree, and work three-quarter time or full-time in a library. Interested participants completed a consent form and created a four-digit unique identifier used to link their responses while retaining anonymity. A short training session was provided to each participant, orienting him or her to the study concepts and the data collection instrument. Participants completed initial surveys to establish general profiles and to record their perceptions of their emotional labor. Once the general survey was returned, participants received a link to the instrument.
Procedures questions and open-ended questions and allowed participants to report more than one event per entry.
Data Analysis
The data from the diaries included quantitative responses to existing instruments and participants' free-text (open-ended) responses. We sought this combination of data so that we could ensure the validity of the emotional labor construct and also to understand the individual experiences of each participant. Different analysis processes were performed based on the type of data and are described below. Except where noted, all coding and analysis were performed by the first and second author.
The narratives were free-text descriptions of a particular situation in which the participant reported performing emotional labor. Initially we tried to code those narratives using an existing typology of workplace events (Basch and Fisher 1998) but found that this typology did not fit our data well. Instead, we developed inductive codes as we moved through the narratives, revisiting and reassigning codes in an iterative process verifying that similar experiences were coded together. Sixteen codes emerged from the data and are defined in the findings.
The interaction partner data were fixed-choice responses to categories we developed based on likely interaction partners in a library setting: superior, colleague, subordinate, customer, and other. The outcomes data included both measures for specific, anticipated outcomes and free text for participants to report outcomes they experienced in their own words. Questions were pulled from existing instruments to capture stress ), work withdrawal (Miner, Glomb, and Hulin 2005) , and professional efficacy, cynicism, and emotional exhaustion, which together form the construct of job burnout (Maslach, Schaufeli, and Leiter 2001) . Participants rated the extent to which they experienced these five outcomes on a scale from 1 to 4, and mean scores were calculated for each outcome.
Participants were asked to respond to two questions reflecting on what they could have done differently (self-reflection) and what their organization could have done differently (organizational reflection) in the situation they described. Four codes were developed from the selfreflection data (applied, idealistic, nothing, and humor) that characterize the type of response participants suggested they could have taken, and these are defined in the findings. To code
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• the organizational reflection data, we used a modified version of Matteson and Miller's (2012) schema of organizational responses to emotional labor. This schema consists of five levels at which an organization may respond to emotional labor events: applied, training, supervision, human resources, and organizational culture. 
Narratives
Situation
Each description of the incident of emotional labor provided in the diary entry was assigned a situation code to characterize its essential nature. Table 1 includes the list of codes with definitions and frequency counts.
The most frequently occurring situation by far was negative customer interaction (23 events), as illustrated by the following statement:
"A patron asked for help with a computer. I sat down to help her only to find out that she wanted me to design birthday invitations for her daughter. I spent well over an hour with this patron, who never once said thank you. Rather, she kept asking me to change and/or add content."
The next two most frequently occurring situations involved colleagues: performance problem in coworker (10 events) and negative interpersonal interaction with coworker (8 events).
An example of each appears below.
"I was one of only two reference staff working at the time. I was in the middle of an individual appointment with a customer and my coworker was supposed to be covering other reference questions during the appointment. Instead, I was continually interrupted by customers who needed help. Either they did not want to approach my coworker or he was not at the desk or backing me up when I needed his assistance."
"I mentioned a solution to the situation about patrons not notifying us that they needed help. We were all brainstorming solutions, and I asked another staff member.
She told me that the solution that I wanted to do would not be good and that she would think of a better one. I got angry because she always does that. Even if I just want to vent, she tries to give me solutions when I don't want them. I don't know why I talk to her about things. This happens a lot."
Interaction Partner
Participants noted with whom they were interacting when the emotional labor event occurred. Table 2 shows the number and type of interaction partners.
The majority of the interactions occurred with customers (30 events), followed by coworkers (24 events) and superiors (17 events). The 8 cases where participants chose "other"
were interactions in which no single target person was involved; rather, the event occurred around a general situation (a facilities or technology issue, for instance.)
Behaviors
Participants reported their behaviors using a scale of emotional labor and also provided freetext descriptions of their actions. Table 3 shows the frequency of each of the emotional labor strategies used.
Plainly, at a rate of two to one, participants reported using surface acting (66 events) over deep acting (33 events). In 15 cases participants reported removing themselves from the situation, and in even fewer cases they reported exhibiting their natural emotions. Participants could report multiple strategies and list them in the order in which they performed the strategies. Of the 78 events, 42 were described with multiple emotion regulation strategies. A variety of multiple combinations could occur, but the most reported was the combination of using first surface acting, then deep acting (24 events); in contrast, in only 4 cases did participants report using deep acting first, then surface acting.
The following are examples of emotion regulation strategies recorded in the diaries.
Surface acting:
"I remained professional and calm. I really wanted to tell the woman she could search for the forms herself if she thought she could do it faster or more proficiently.
I bit my tongue."
Deep acting:
"A patron asked for help using a computer; she had asked my colleague moments before during the shift change in which I took over. Initially, I was irritated and thought 'Why does she think she's even capable of doing anything on a computer?' Then I reframed it as 'How can she know without someone teaching her? I was in her situation when I started, too.' At that point my feelings altered into a kindly sense of helpfulness and some pleasure thereof."
Removed self:
"I reiterated my rights to the table and chairs (which, by the way, I chose, ordered from my budget, and assembled myself), said I would talk to the executive about this when he returned. I left the room, but I reflected that it really would have been bad for the new employee, who has an important job (director of nursing), to come to an office with no furniture."
Natural feelings:
"My voice sounded angry; I said I could only do one thing at a time, and these issues take time to resolve." 
Outcomes
Participants responded to five questions that captured the degree to which they were experiencing stress, work withdrawal, professional efficacy, cynicism, and emotional exhaustion. Table 4 displays the mean scores for each of the outcomes.
Interestingly, participants experienced positive outcomes, despite the difficult situations they reported. The high score for professional efficacy and low score for work withdrawal
show that participants still believe they are capable of performing their work well and rarely withhold their work as a result of their emotional labor. Of more concern are the scores for cynicism, stress, and emotional exhaustion. These suggest that participants do indeed experience some degree of negative outcomes from emotional labor.
Reflection
Self-Reflection
Participants were asked if they would have done anything differently during the event. Of the 83 events, 73 entries included a response to this question, and 4 categories of responses emerged from the data: applied (19 events), idealistic (16 events), nothing (37 events), and humor (4 events). More than one code was used in some responses.
Applied was used to categorize responses where practical, realistic ideas were described. For example: "I should have asked the Head of Circulation to join us so we could all be on the same page/timeline." Idealistic refers to situations in which participants suggested that they should have behaved in a more ideal manner, a reflection that might require some effort to implement and one which may or may not ever happen. (just kidding) ;-)" However, the most frequent self-reflection response was that the participant would have done nothing different about the situation. Within this category, some of the responses indicated a sense of hopelessness about the situation. For example, the following quotation comes from the diary of a librarian who was experiencing numerous problems with technology in the library: "Don't seem to be a lot of options other than grin and bear it. It's not the students' fault things are set up as they are."
But in other cases, participants reported feeling that they had handled the situation well and would not have done otherwise: "No, I did my best to feel my feelings rather than stifle them, while remaining professional and exhibiting interest."
Organizational Reflection
Participants were also asked to consider whether their organization could have done anything differently to improve the situation. The data set contained 65 responses to this question (one with multiple codes). Table 5 shows the kind and frequency of suggestion solutions.
Applied was used to describe a specific, practical service step the organization could take.
For example: "Offer basic hands-on computing classes."
Training refers to suggestions that the organization could provide staff with better job training, support, and task preparedness. For example: "If we had better training opportunities for staff, it would certainly help improve customer service."
Supervision was used to code responses in which participants perceived a need for managers, supervisors, and directors to demonstrate greater competency or leadership. For example: "Perhaps. A former supervisor micro-managed everything and the atmosphere was tense.
The new supervisor is much more laid back, which makes everyone happier, but makes for a less professional environment perhaps. I wonder if there is a middle ground that could be reached?" Trends Some meaningful trends can be gleaned from the data by sorting the emotional events according to interaction partner. Table 6 shows the different situation types by interaction partner. Two important findings emerge. First, these data confirm with clarity that emotional labor occurs in interactions both with customers and with colleagues and superiors. Although the vast majority of the empirical literature on emotional labor focuses on the employee/customer relationship, these data show that librarians experience emotional labor nearly as often with fellow employees as with customers. Second, although most of the emotional labor events with the customer were typical situations one might expect to find in a library, not all fit the pattern of the classic "difficult patron." Six of the 23 diary narratives coded as "negative customer interaction" describe events in which the customer behaved in a reasonable manner-nonetheless, the employee experienced emotional dissonance. These cases describe situations in which the customer was needy, showed vulnerability, had experienced job loss, or expressed signs of boredom and loneliness. For example:
Situation
"I was helping an elderly man fill out an application for a dishwashing job online.
He had never touched a computer before. He was obliged to establish an email account to proceed with the application, as well as complete various 'assessments' online. It took him well over 3 hours. I was very angry with the company for requiring such machinations for a position of this sort. I felt very bad for the man, though appreciative of his patience, good humor, and determination to master mousing and get through the multiple hoops. At various points we expressed some dismay at the needlessly complicated process imposed by the company."
This librarian reported feeling angry, upset, and sad during this interaction and used both surface and deep acting techniques during the event. Even though the interaction was successful from the standpoint that the librarian spent time genuinely trying to help the customer, it nevertheless created negative emotions that conflicted with the organizational display rule to express positive emotion. The librarian had to perform emotional labor-just the same as in a situation in which a customer was being difficult. Table 7 displays the emotion regulation strategies by interaction partner. An interesting finding about emotion regulation strategies is the fact that librarians used surface acting 93%
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(27 of 29 events) of the time but used deep acting techniques only 27.5% of the time (8 of 29 events) when interacting with customers. Librarians took a more balanced approach with surface and deep acting when interacting with superiors and colleagues, suggesting some differences in emotion regulation strategies depending on the employee's relationship with the interaction partner. The high occurrence of surface acting with customers may be explained by (1) the temporary relationship with them, relative to that with a colleague or supervisor, which demands less time or willingness to invest in the greater cognitive effort of deep acting, and (2) a strong customer service value in which the habit of expressing positive emotions, even when faking, is almost instinctual. Still, the high frequency of surface acting should concern library managers, given the strong empirical links between surface acting and negative individual outcomes.
Outcomes Table 8 contrasts mean scores for the outcome variables studied. Mean scores for stress, cynicism, and work withdrawal were highest for interactions with superiors, and mean scores for emotional exhaustion were nearly the same for interactions with superiors and with customers. These findings suggest that the negative outcomes associated with emotional labor may be stronger or weaker depending on the interaction partner. Although the means cannot be compared statistically, the scores-coupled with strong personal statements-suggest noticeable effects from emotional labor targeted at a superior. For example: "More than ever, I am inspired to start my own business. Absorbing everything that comes top down has its limits." "I feel less motivated to do as much work as I normally do. I feel more stressed about work because I feel my expertise is being undervalued. I feel that my manager is not fully listening to my concerns."
Self-Reflection Table 9 shows the range of responses by interaction partner categorized by what participants felt they could do differently. With superiors, and to a slightly lesser extent with customers, the data illuminate a strong sense of feeling that librarians would do nothing different to change the situation. In contrast, when thinking about their interactions with colleagues, participants' self-reflection resulted in a fairly equally distributed range of applied ideas, idealistic thoughts, and no changes. This suggests that when interacting with colleagues, librarians feel more empowered to think of alternative approaches to dealing with difficult situations than they do when experiencing challenges while interacting with the other two groups. The reasons behind these beliefs are of interest. When reflecting on an emotional event with a customer, most librarians who responded that they would have done nothing different indicated that they felt they had done their best. In contrast, with superiors, the librarians who reported they could have done nothing different revealed almost a sense of resignation about the situation. Instead of expressing confidence in their own behavior, they revealed a feeling that in such situations they cannot effect much, if any, change. For example: "There was not a lot I could have done differently today. As for several months or years back (because this situation is ongoing) I can see where I might have made different moves earlier. Acted sooner and more assertively. I definitely think part of the anger is aimed at myself."
Organizational Reflection
The lower half of table 9 portrays responses suggesting what participants thought the organization could do differently, categorized by interaction partner. Possible organizational changes to improve interaction with superiors were numerous, ranging from specific supervisory ideas to altering organizational culture. In contrast with the sense of resignation evident A different story emerges when emotional labor is spent on customers. In regard to customer interaction, half of the participants (12 of 24) wrote that nothing could be done by the organization to improve the situation. Of the remaining responses, 9 suggested either supervisory steps or applied solutions. Participants did not report seeing many higher-level organizational fixes that would mitigate emotional labor with customers.
Taken together, both the self-reflection and organizational reflection findings suggest that when interacting with customers, librarians lean toward the belief that both they and their
organizations are doing what they can to effectively manage situations requiring emotional labor. When interacting with colleagues, both self-reflections and organizational reflections were balanced among a mix of suggested improvements and a sense that nothing could be done differently. With interaction with superiors, a sharp contrast appears: individual librarians sensed little they themselves could do to help the situation yet readily saw ways the organization could do better at managing emotional labor events.
Discussion and Implications
This study collected a rich set of stories about emotional labor from librarians in practice to better understand the types of situations that lead to emotional labor, along with the feelings and behaviors librarians experience and exhibit in such events. The research investigated outcomes linked to emotional labor and collected participants' reflections about how situations could be better handled. Such a study provides a great deal of data to analyze and digest, so the following summary briefly highlights the important takeaways.
A wide range of library workplace situations demand emotional labor. Although most emotional labor occurs with an interaction partner, it may also arise out of events involving difficulties with facilities, technology, or job requirements. Further, situations seemingly as benign as a simple conversation with a colleague about the desk schedule or a description to a customer of the physical layout of the library's service points can create moments of emotional dissonance, leading to emotional labor.
Moreover, emotional labor occurs not just during interactions with customers but also with fellow employees. This suggests that though the emotional labor events vary by type and interaction partner, they are a common occurrence in the work environment. Employees are frequently in a state of processing and balancing their emotional reactions against the display rules they perceive. Such emotional labor goes on underneath the surface, but it requires effort, and managers should take note of it.
The schema of organizational responses to emotional labor used in this research point to some levels where attention should be paid: training, supervision, human resources, and organizational culture (Matteson and Miller 2012) . Library managers should create a work climate in which employees are equipped to use deep acting strategies as much as possible when emotional labor events arise, particularly when dealing with emotional labor situations arising from interpersonal interactions within the organization. Communication protocols could be developed in which employees are invited to express authentic emotions-even if they are negative-in a professional manner. Recent research supports this notion. In a study of emotional labor in nurses, researchers found that encouraging employees to avoid selfregulation around their colleagues-that is, to invite a climate of authenticity in which nurses felt free to express natural feelings in a safe environment of colleagues-reduced the negative outcomes associated with surface acting with their patients (Grandey et al. 2012) .
Librarians reported that the emotion regulation strategy of surface acting trumped deep acting, removing themselves from the situation, or expressing authentic emotions. The predominance of surface acting suggests a need for training in emotional labor, with particular focus on practicing the steps related to deep acting. Librarians should be made aware of the links between surface acting and negative individual outcomes. They should be encouraged to expand cognitive skills such as reappraising the situation and taking the perspective of the interaction partner to create alignment between felt emotions and organizational expectations.
Also, mindfulness-defined as "a state of nonjudgmental attentiveness to and awareness of moment-to-moment experience" and a concept new to the emotional labor literature-may be a useful technique for library employees (Hülsheger et al. 2013, 310) . Research has shown that employees trained in mindfulness techniques experienced less emotional exhaustion, even when they performed surface acting (Hülsheger et al. 2013) . Different from deep acting, in which the employee reengages cognitively with a situation to formulate a different emotional response, mindfulness involves consciously taking in a situation without necessarily intending to change one's thinking about it. Using mindfulness to redirect effort from somewhat instinctual surface acting might lead to a more productive, more positive frame of mind.
Librarians expressed moderate amounts of stress, cynicism, and emotional exhaustion from emotional labor; however, they also reported low amounts of work withdrawal and high amounts of professional efficacy. This suggests that although they do experience negative outcomes from emotional labor events, they are able to stay professional, continue to engage in their tasks, and not let negative feelings lower their work performance. Although this finding is reassuring, it should not be taken for granted. Conservation of resources theory states that employees work to acquire resources they value and to protect those resources against events that would deplete them (Hobfoll 1989) . The ability to manage emotions appropriately can be seen as a valued resource. When emotional labor events drain the resource to the point in which it is limited or no longer available, employees are depleted of an essential asset. Thus, managers should find ways for all employees to restore and replenish their emotional resources that are routinely being depleted.
Self-reflections and organizational reflections about how emotional labor situations could be better handled were diverse. Most noticeable in these data was the finding that when interacting with a superior, librarians saw steps the organization could take to improve emotional labor situations. For librarians, emotional labor is a cost of doing business, yet managers can reduce that cost by making the above-mentioned investments of training, supervision, human resources management, and organizational culture change. Thoughtful, mindful attention to relieving some of the burden of emotional labor may increase employees' ability to respond better to such events when they occur.
Limitations
This study has several limitations to acknowledge. First, although the data set is moderately large for a qualitative study, the findings may not be transferable to all library settings given the small sample of librarians who participated. Although participants differed in gender, age, length of time in the field, and type of library, a full spectrum of participants based on geographic location or position in the organization's hierarchy was not sought. Also, no individual personality measures were taken of participants, which might have shed some light on how people interpret and react to situations of emotional labor.
Participants were introduced to the basics of emotional labor in a short training session prior to beginning the study. That introduction was necessary to alert them to the kind of experiences of interest to the study, but it also may have primed them to look for and report on situations they might ordinarily have mostly ignored. Observational studies with follow-up interviews may be the better method to use to limit this problem. Finally, although participants were instructed to record the emotional labor events on the day they occurred, in some cases a few days went by, and the delay may have influenced the reporting of the event's details.
Conclusion
This study demonstrates emotional labor in real work situations in libraries. Emotion work is a way of life in libraries, as in all service organizations. With attention, managers can raise employee awareness about emotional labor and provide opportunities to practice effective strategies to cope with the challenges it presents. Despite the strong empirical link between surface acting and negative individual outcomes, the data here provide some hopeful results.
